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 Marketing and Market Research 









In this paper a program is presented to implement quality within a commercial strategy. The 
ABCDE-quality program starts from the Analysis of customers' quality perceptions. It is 
argued that each quality program should start with information on how the customer perceives 
and experiences the companies service delivery. Bringing about the involvement of topmanage-
ment and employees with the quality orientation is a second prerequisite for a successful 
quality program. Communication both internal between management and personnel and later 
external to the clients on what to improve and how to do that is essential in preparing the 
organization for the next step: the actual Diffusion of quality. It is argued that a successful 
implementation of quality depends on the specification of service improvements as found from 
the analysis of clients perceptions. Finally the Effectiveness measurement as a means for 
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